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TRAINING DATASHEET

This module covers the 'core'service management activities and expands the current scope
of ITIL to cover the 'creation' of services. This instructor-led course focuses on the integration
of different value streams and activities to create, deliver and support IT-enabled products
and services whilst also covering supporting practices, methods and tools.

COURSE SYPNOSIS

Take what was established as THE best practice guidance of IT Service Management —then make it
better. ITIL4 will help businesses navigatethe new technological era, commonly known as the Fourth
Industrial Revolution.

The ITIL4 Specialist: Create, Deliver and Support (CDS) course helps ITSM practitioners assimilate
furtherintothe emerging practices of ITIL4— specificallyinthe areas of the Service Value Stream and
the use of the Value Stream with specificfocus on the creation, delivery and support of new services,
and the provisioning of usersupport.

Relevantsupporting ITILPractices to these value streams are examined. Team collaboration,
integration and organisational cultural aspects critical to the success of the adoption of the value
streams are discussed. The course also covers the managementand prioritization of work through
several techniques and scrutinizes the contribution of continualimprovement.

Thisinteractive course is essential to the development of the modern day technologistand ITSM
practitionerand leaderin modern IT organisations seeking innovation and delivering full value to the
business.
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COURSE DURATION

4 Days Instructor-Led Classroom Training

COURSE OBIJECTIVES

On completion of this course, the following
learning outcomes will be achieved:
Understand how to plan and buildavalue
streamto create, deliverand support
services
Know how ITIL practices contribute to
create, deliverand supportacross the value
streams
Know how to create, deliverand support
services

WHO SHOULD ATTEND

The target audience forthis course and
qualification are:
ITSM managers, aspiring managers and
practitioners developing their ITSM
knowledgebased onITIL4
ITSM practitioners managing the operation
of IT-enabled & digital products and
services, and those responsibleforthe end-
to-end delivery
Individuals who are pursuing the ITIL
Managing Professional designation

PRE-REQUISITES

Candidates must already have achieved ITIL4
Foundation certification to qualify tosit the
examination.

CERTIFICATION

Participants of the course who successfully pass

the certification examination will be awarded
the ITIL 4 Specialist: Create, Deliverand
Support certification

OUTLINE

Planand Build a Service Value Stream

* Organisationalstructures

* Integrated/collaborativeteams

* Teamrolesand competencies

* Teamculture and differences

* Customer-oriented mindset

* Employee satisfaction management

* Value of positive communications

* Understand and use the shift-left
approach

* Teamcollaborationandintegrations

* Workforce planning

* Results-based measuringand
reporting

* Culture of Continual Improvement

* Integrated Service Management
Toolsets

* Integrationanddatasharing

* Reportingandadvanced analytics

* Collaboration and workflow

* Roboticprocessautomation, Aland
machine learning

* Cl/CD

* Information Models

ITIL Practices and the Service Value Streams
* Value Stream Model 1: Value stream
to design, develop and transition
new servicesand the contribution of

specificpractices tothe value
stream

* Service Design

* Software development and

management

* Deployment management

* Release management

* Servicevalidationandtesting

* Change enablement

sAplence



A ITIL Practices and the Service Value PRE-COURSE READING

Streams (Continued)
e Value Stream Model 2: Value

stream to provide user supportand There are no pre-course reading
the contribution of specific materials required for this course. A good
practicestothe value stream grasp of ITIL4 conceptsisadvantageous.

* Service Desk

* IncidentManagement

*  Problem Management EXAMINATION FORMAT

* Knowledge Management

* Service Level Management

*  Monitoringand Event
Management

40 Multiple Choice Questions
1 mark percorrect answer

) ) 28 marks requiredto pass (outof40
A Create, Deliverand Support Services available)—70%

* Coordinate, prioritize and structure
work and activities

* Managing queues and backlogs

* Buy vsBuild Considerations

* Sourcing Options

* Service Integrationand
Management (SIAM)
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90 minutes duration
Closed-book
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CONTACT US

243, Beach Road #02-01 Singapore 18975 +65 6729 2976
¥ enquiries@sapience-consulting.com
@& www.sapience-consulting.com
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